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Customer Service - Weekly Performance Report
February 11, 2013 - February 14, 2013
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Customer Service | ‘ MEASURE 2/11/13-2/14/13 | 2/4/13- | 1/28/13- ‘ 1/21/13- | 1/14/13-

2/7/13 1/31/13 1/24/13 1/17/13 ‘ | ALIERE ‘
Workweek:
Lock Box Transactions [ | 1,693 2,667 1,956 1,424 1,101 42,314
Website Transactions [ | 548 640 580 231 293 11,246
Walk-in Transactions [ | 517 553 508 450 451 9,813
Telephone Transactions || 144 155 104 89 123 2,792
IVR Transactions 290 318 250 137 227 5,259
Drop Box Transactions 261 298 233 100 121 4,314
et G ErTs il Total Workweek Transactions 3,453 4,631 3,631 2,431 2,316 75,738
convenient service options Weekend:
Telephone Transactions || 0 0 0 12 0 28
IVR Transactions 16 137 130 19 84 1,657
Website Transactions [ | 54 195 253 150 138 3,199
Total Weekend Transactions 70 332 383 181 222 4,884
Grand Total | 3,523 | 4,963 | 4,014 | 2,612 | 2,538 | | 80,622
Average Transaction Time (Minutes) (1) Target = 10 Min Purpose For Visit
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W pverage wait ime (Minutes)  Waverage Service T (Minutes) > 2/11/132/14/13 2/4/132/7/13  1/281/31 1/211/24 1/18-1/17
Walk-in Transactions 517 553 508 450 451 9,813
Percent Walk-in Customers to
Total C 15% 12% 14% 19% 19% 13%
Provides Walk-in Customers with otal Customers
e e AR S Average Service Time (Minutes)(1) 10 9 10 10 11 9
delivery (2) Average Wait Time (Minutes) 6 6 6 9 10 9
% Wait Time < or = 5 Minutes 60% 64% 57% 41% 45% 50%
% Wait Time > or = 30 Minutes 3% 3% 3% 9% 9% 10%
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Customer Service - Weekly Performance Report
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Customer Satisfaction Rating Target = 95% Customers Served vs. % Surveyed
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2/11/13-2/14/13 2/4/13-2/7/13 1/28/13-1/31/13 1/21/13-1/24/13 1/14/13-1/17/13 JA1/132/18/13  2/4/13-2/7/13  1/28/13-1/3113  1/21/13-1/24/13  1/14/13-1/17/13
Meets Walk-In Customer . . n
R Customer Satisfaction Rating (2) 97% 92% 100% 100% 94% 97%
Expectations
Overall 97%
This metric calculated by the weighted average hod based on survey resp Will be repl 1 by actual averages upon implementation of
queuing software.
Note (1) New Lobby Registration System implemented 04/09/12
Note (2) New In-Lobby survey began in October 2011 for walk-in customers only Dataasof: February 14, 2013
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February 11, 2013 - February 14, 2013
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2/11/13- 1/28/13- 1/21/13- 1/14/13- 2/11/13- 1/28/13- 1/21/13- 1/14/13-
2/14/13 2/4/13-2/7/13 1/31/13 1/24/13 1/17/13 2/14/13 2/4/13-2/7/13 1/31/13 1/24/13 1/17/13
Calls Handled 390 404 431 341 392 M Calls Handled 0 7 0 0 73
m Calls Answer 1055 1320 1356 1102 1419 m Calls Answer 0 94 95 104 85
= IVR Calls 166 190 187 159 191 M VR Calls 3 12 30 10 16
= Voice Mail 248 148 209 251 223 M Voice Mail 4 15 20 28 56
Abandoned Calls 598 728 682 526 635 Abandoned Calls 0 112 161 185 200
m Total Workweek Calls 2457 2790 2865 2379 2860 m Total Weekend Calls 7 240 306 327 430
Average Call Duration (Seconds) % Abandoned Calls Target = 10%
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B Workweek W Weekend
B Workweek Weekend
Customer Service MEASURE 2/11/13-2/14/13 | 2/apizapzps| V23| Y21 1/14/1s | | FYTD 2013
1/31/13 1/24/13 1/17/13
Workweek:
Calls Handled 390 404 431 341 392 9,641
% Abandoned Calls 24% 26% 24% 22% 22% 24%
Responds quickly and efficiently Average Call Duration (Seconds) 135 135 123 132 131 190
to Customer telephone calls and Weekend:
inquires Calls Handled 0 7 0 0 73 1215
% Abandoned Calls 0% 47% 53% 57% 47% 30%
Average Call Duration (Seconds) 0 46 49 46 50 38




